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While the pop-up notification and acknowledgement process is the main method of obtaining
customers” acknowledgement of the E911 limitations of the AQL Internet Phone Service, AOL has the
ability to receive customer acknowledgments by phone and fax. As discussed above in the direct mail
section, AOL provided its customers with an acknowledgment form that they were asked to fax to AOL.
In addition, AOL customer service representatives (“CSR”s) have been trained to take a customer
acknowledgement over the phone if the customer prefers that method. For a verbal acknowledgement,
the CSR reads the full VoIP E911 notification to the customer, and the customer is asked a series of
questions to ensure that he/she both understands and acknowledges the limitations of interconnected
VolIP service. The verbal acknowledgement is recorded. The CSR completes a written form in addition
to the verbal recording, reflecting the CSR’s acknowledgement that he/she read the full VolP E911
notification to the subscriber and that the subscriber acknowledged the limitations.

B. New Subscribers

For customers subscribing to the AOL Internet Phone Service services since July 12, 2005, the
E9I I notification and acknowledgement is part of the registration process. More specifically, the
registration path includes a screen with the same notification described above for the pop-up notification
and acknowledgment process for existing subscribers. In order to complete the registration, customers
must check that they have read the disclosure and type “l Agree” into a text box. For customers
subscribing to the service by phone, the CSR will read the E911 notification to the customer. Then the
customer is still required to complete the online registration, including checking that he/she have read
the disclosure and typing “I Agree” into a text box before his/her order is completed.

IL Warning Stickers

A. Existing Subscribers

AQL has distributed by U.S. mail warning stickers highlighting the limitations of E911. AOL
mailed these warning stickers to customers between July 19 and July 26, 2005. An additional mailing
was made on July 29, 2005 to customers whose apartment or unit numbers may have been inadvertently
dropped from their address label during the first round of mailings.

B. New Subscribers

For new subscribers (customers subscribing since July 12, 2005), E911 warning stickers are sent
out in the customer fulfillment kit (which includes telephone adapter), and which is mailed soon after
the customer orders service. E911 warning stickers were included in all customer fulfiliment kits
starting on July 13, 2005. A separate mailing of E911 warning stickers was made to customers who
registered between July 12 and July 15. These customers completed the automated notification and
acknowledgement steps in the registration process. Because, however, they may not have received the
E9 1| warning stickers in their fulfillment kits depending on when these kits were shipped, AOL took the
additional measure of a separate mailing.

C. Success of Warning Label Distribution




AOL has sent E911 warning stickers to all of its existing AOL Internet Phone Service customers,
and all new customers duly receive E911 warning stickers together with their telephone adapter soon
after they order service.

1.  Actions Related to Customers Who Fail to Acknowledge Notification

AOQOL expects to obtain all acknowledgements from subscribers prior to August 29, 2005,
Therefore, we do not believe there will be a need to disconnect subscribers. In the event AOL fails to
obtain the acknowledgment from any subscriber, AOL is prepared to disconnect his’/her AOL Internet
Phone Service no later than August 30, 2005.

[V. Maintenance of Customer Acknowledgments

Customer acknowledgements from existing customers received through the pop-up process and
from new customers received through the online registration process are stored in a centralized online
database. AOL supplements this centralized database with the acknowledgments that it obtains through
the other methods described above. To achieve this, CSRs transmit phone and fax acknowledgements
that they receive to the AOL Internet Phone Service data team, which maintains the centralized
database. The centralized database records the customer’s screenname, type of customer (paying
subscriber or beta user), date/time stamp of their acknowledgement, and type of acknowledgement (pop-
up, AOL Keyword Pop-Up, fax, or verbal recording). All acknowledgement data are sent to the AOL
Internet Phone Service data team and processed as follows:

e The Pop-up team sends an automatic file nightly to the data team.

e Fax and verbal acknowledgements are scanned into the Member Services computer
system, and stored by Member Services for future retrieval. The list of users who
have acknowledged via fax/verbally is sent in a daily file from Member Services to
the data team, which updates the centralized database accordingly.

e The pop-up team is also sent the latest fax and verbal recording data, so as to keep the
pop-up rosters up to date.




EXHIBIT IV(C)(6)




Tekedra McGee Jefferson
Assistant General Counsel
email: TekedraM@acl.com

November 28, 2005

Marlene H. Dortch

Secretary

Federal Communications Commission
445 12th Street, S.W.,, Suite TW-A325
Washington, D.C. 20554

Re: Compliance with the Commission’s 911 Requirements for
Interconnected VoIP Services, WC Docket Nos. 04-36 & 05-196

Dear Ms. Dortch:

AOL Enhanced Services, LLC (“AOL”), a wholly owned subsidiary of America
Online, Inc., submits this Compliance Letter in response to the Commission’s VolP
E911 Order and its Public Notice of November 7, 2005.1 As reflected in AOL’s
previous submissions in the above-referenced dockets, AOL has fully complied with
the Commission’s subscriber notification, acknowledgement, and labeling
requirements and it has worked exhaustively to develop technical solutions that
will detect when a subscriber attempts to use the AOL TotalTalk Service from any

I [P-Enabled Services, £911 Requirements for [P-Enabled Service Providers, First
Report and Order and Notice of Proposed Rulemaking, 20 FCC Red 10245, 10273 §
50 (2006) (“ VoIP E911 Order’); Public Notice, Enforcement Bureau Outlines
Requirements of November 28, 2005 Interconnected Voice Over Internet Protocol
911 Compliance Letters, WC Docket Nos. 04-36 & 05-196 (Nov. 7, 2005) (“November
7 Public Notice’).

22000 AOL Way  Dulles, Virginia 20166-9323 « tel- 703-265-6527 « fax: 703-265-7399
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location other than the Registered Location.2 AOL welcomes this additional
opportunity to detail the compliance of its TotalTalk service with the Commission’s
911 rules for interconnected VolP services. AOL responds below to the specific
questions set forth in the November 7 Public Notrce.

1. 911 Solution

As described below, AOL provides E911 service to 100 percent of its
TotalTalk subscribers as required by the Commission’s rules. AOL relies on its
carrier partner, Level 3 Communications, LLC (“Level 3”) to provide network
transmission, interconnectivity, and E911 capabilities. Level 3 has indicated that,
as of November 18, 2005, it provided E911 service that reaches approximately 68
percent of U.S. households and that this percentage will increase in the near future.
AOL is able to provide E911 service only within Level 3’s E911 footprint and
accordingly will not register any person who submits a Registered Location outside
Level 3's coverage area.

e 911 Routing Information/Connectivity to Wireline E911 Network. On
AOL’s behalf, Level 3 transmits “all 911 calls to the appropriate PSAP,
designated statewide default answering point, or appropriate local
emergency authority utilizing the Selective Router, the trunk line(s)
between the Selective Router and the PSAP, and such other elements of
the Wireline E911 Network as are necessary in those areas were Selective
Routers are utilized.”? Level 3’s E911 service provides direct connectivity
to all Selective Routers within its E911 footprint. All 911 calls made
using Level 3’s E911] services are routed by the Selective Routers to the
appropriate PSAP on dedicated trunk lines or are otherwise directly
routed to the appropriate PSAP. Level 3 had direct connectivity to

2 See Letter of Curtis Lu, Acting General Counsel, America Online, Inc., to Marlene
Dortch, Secretary, FCC, WC Docket Nos. 04-36 & 05-196 (Nov. 25, 2005) (describing

movement-

detection solutions) (“AOL Movement-Detection Solution Letter’); Letter of Tekedra
M. Jefferson, Assistant General Counsel, America Online, Inc., to Marlene Dortch,
Secretary, FCC, WC Docket No. 05-196 (Aug. 10, 2005) (reporting that AOL had
obtained acknowledgements from 98% of its subscribers as of August 10, 2005).
AOL has since obtained acknowledgements from the remaining 2% of its
subscribers.

t November 7 Public Notice at 3 (quoting VoIP E911 Order at | 42).




approximately 315 Selective Routers as of November 18, 2005, and it
expects this number to increase in the near future.

¢ Transmission of ANI and Registered Location Information. On AOL’s
behalf, Level 3 transmits ANI and Registered Location information via
the Wireline E911 Network to all answering points that are capable of
receiving and processing this information within Level 3’s E911 footprint.4

e 911 Coverage. As noted above, AOL has achieved full 911 compliance in
all areas of the country in which it offers an interconnected VoIP service.
Moreover, as described below, AOL will suspend all TotalTalk calling
capabilities whenever a subscriber indicates an intent to access the
service from a location other than the Registered Location. Because AQL
relies on Level 3 to provide E911 capabilities, AOL’s ability to provide
E911 in areas outside Level 3’s E911 footprint — where AQL does not
currently offer VoIP service — will depend on Level 3's progress in
expanding that footprint.

2. Obtaining Initial Registered Location Information

AQOL has obtained each existing subscriber’s Registered Location and obtains
each new subscriber’s Registered Location through the TotalTalk registration
process. During that process, AOL requires the potential subscriber to input the
service address from which TotalTalk will be used. The address is validated with
Level 3 to ensure that it is within Level 3’s E911 footprint. Ifthe address is within
that footprint, the individual is permitted to proceed with the registration process.
If the address cannot be validated, then AQL sends a message indicating that
TotalTalk is not available at the individual’s location. This process ensures that
TotalTalk is provisioned only at addresses for which E911 service is available.
Because AOL implemented this registration system before launching the TotalTalk
service, AQL has the Registered Location for 100% of its TotalTalk subscribers.

U Although AOL interprets the VolP £911 Order to authorize the provision of VolP
service during the interval when a subscriber’s Registered Location cannot be
transmitted to the PSAP because the ALI database update is pending, see VoIP
911 Order at Y 44 & n.143, AOL has decided out of an abundance of caution to
delay initiation of service to subscribers obtaining new telephone numbers until
AOL obtains confirmation that E911 is activated at the Registered Location. If a
customer ports a telephone number from a local telephone company, AOL will
provide VoIP service immediately, because any suspension would threaten to
deprive the subscriber of lifeline communications capabilities. During the initial
interval when the ALJ update is pending and location information thus cannot be
passed to a PSAP, Level 3 will transmit any 911 calls to the geographically
appropriate PSAP with the subscriber’s call-back information. AOL is working with
Level 3 to ensure that this initial interval is as brief as possible.




3. Obtaining Updated Registered Location Information

While AOL does not currently enable subscribers to use TotalTalk
nomadically, it offers subscribers several ways to update their Registered Location,
consistent with the Commission’s rules. These tools enable subsgcribers to indicate
the location from which they plan to use the Telephone Adapter (“TA”) or the “soft
phone” feature of TotalTalk {the softphone enables VoIP communications using the
America Online, Inc. instant messaging (*AIM”) platform).

Subscribers can update the TA location by calling — via the telephone
connected to the TA — a TotalTalk Member Services representative to change the
TA location. The TA location also can be updated on the TotalTalk web Dashboard,
where the Registered Address is saved as an account setting. Finally, a subscriber
can update the TA location by accessing an interactive voice menu and selecting the
Registered Location. If the subscriber informs AOL of a permanent move of the TA
to a new location, and the new address is within Level 3's E911 footprint, AOL wiil
activate service at the new Registered Location. In addition, if AOL authorizes
subscribers to use TotalTalk nomadically (again, such use is not permitted
currently), subscribers wiil have the ability to update their temporary location
information thru the means discussed herein.

For subscribers using the soft phone feature, the Registered Location must
be confirmed by the subscriber at the beginning of every AIM client session using a
simple web interface. Unless and until the subscriber confirms that he or she
remains at the Registered Location using this interface, all soft phone calling
capabilities will be disabled. As with use of the TA, if AOL authorizes nomadic use
of the soft phone in the future, subscribers will be able to enter an alternative
location at the start of an AIM client session. If and only if E911 service 1s available
from that location, calling capabilities will be enabled.

4. Technical Solution for Nomadic Subscribers

As explained in an earlier letter,” AOL has taken steps to prohibit
subscribers from using TotalTalk nomadically and also is working exhaustively on a
movement-detection solution to provide additional safeguards.

More specifically, if a subscriber notifies AOL that she will access the
TotalTalk service from anywhere other than the Registered Location, AOL will
suspend the calling capabilities of the subscriber’'s TA and/or the soft phone. The

5 AOL Movement-Detection Solution Letter




subscriber will receive an intercept message indicating that calls cannot be placed
from a location other than the address provided at the time of registration.§

In addition, AOL is in the process of implementing a movement-detection
solution akin to AT&T’s “Heartbeat Solution” to address the possibility that a
subscriber could move the TA without informing AOL. Like other VoIP providers,
AOL receives signals (or “heartbeats”) from its TAs that enable the network to
determine whether the TA has been disconnected from its power source and then
reconnected. When such a disconnection followed by a reconnection occurs, because
it could indicate that the subscriber has moved the TA to a new location, AOL will
temporarily suspend the TA’s calling capability until the subscriber confirms that
the TA has not been moved.8 Specifically, AOL will notify the subscriber of the need
to confirm the Registered Location before placing any calls. If the subscriber
attempts to place a call before responding to this message, AOL will institute a call
intercept that requires the subscriber to confirm the existing Registered Location.?
Once the subscriber provides this confirmation, service will be promptly restored
and calls will then be completed. If the subscriber instead indicates a new address,
service will remain suspended until the subscriber provides confirmation that the
TA has returned to the Registered Location.!0

6 [f a caller attempts to dial 911 while the TotalTalk service is temporarily
suspended as a result of a known location change, AOL will intercept the 911 call
and direct the subscriber to contact emergency services through other means.
Transmitting the 911 call to the PSAP serving the default Registered Location after
the subscriber has indicated his absence from that location would undermine,
rather than promote, public safety.

7 See Ex Parte Letter of Robert W. Quinn, Federal Government Affairs Vice
President, to Marlene H. Dortch, Secretary, FCC, WC Docket Nos. 04-36 & 05-196
(Oct. 7, 2005) (“AT&T Heartbeat Letter’).

8 The current solution available from AOL’s vendor can detect when a TA has been
disconnected and reconnected, unless the reconnection oceurs in less than 60
minutes. AOL is already working to promptly develop the capability to detect any
disconnection followed by a reconnection that occurs within 30 minutes. See AOL
Movement-Detection Solution Letter.

9 1f a customer dials 911 while the service is suspended as a result of a possible
location change, AOT, will route the 911 call to the PSAP associated with the
subscriber’s Registered Location, because most power interruptions will not in fact
indicate a location change.

10 While implementation of this solution requires the development of new systems
and interfaces, as well as testing and debugging, AOL expects to complete these
steps no later than December 31, 2005. Tf AOL does not complete its
implementation of the technical solution by that date, it has committed to making

ot




FFor calls placed through the soft phone feature of TotalTalk, AOL has
developed an electronic interface that provides protections equivalent to those
afforded by the “heartbeat” approach. Each time a TotalTalk subscriber logs onto
the AIM service, the interface will require an affirmative confirmation of the
subscriber’s location. If the subscriber confirms use of the feature from the
Registered Location, the call will be transmitted and E911 service will be available
just as if the 911 call were placed from the TA. If the subscriber indicates an
address other than the Registered Location, as noted above AOL will suspend the
soft phone calling feature and notify the subscriber accordingly.

AOL is pleased to have the opportunity to describe its compliance with the
VoIP E911 Order. Please contact the undersigned if you have any questions
regarding the matters discussed in this letter.
Respectfully submitted,
-y

Tekedra M. Jefferson
Assistant General Counsel

Copies by e-mail to:

. Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement
Bureau, kathy.berthot@fcc.gov;

. Janice Myles, Competition Policy Division, Wireline Competition Bureau,
janice.myles@fcc.gov;

. Best Copy and Printing, Inc. (BCPI}, fcc@bcpiweb.com.

escalating voluntary contributions to a public safety foundation for each
“grandfathered” subscriber and to refraining from signing up new customers until
the solution is in place. See AQL Movement-Detection Solution Letter.
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November 25, 2005

Fx Parte

Marlene H. Dortch

Secretary

Federal Communications Commission
445 12th Street, S'W.

Washington, D.C. 20554

Re:  IP-Enabled Services, WC Docket No. 04-36; £911 Requirements
for IP-Enabled Service Providers, WC Docket No. 05-196

Dear Ms. Dortch:

AOL Enhanced Services, LL.C (“AOL”), a wholly owned subsidiary of
America Online, Inc., submits this ex parte letter to update the Commission
on its plans to ensure that its TotalTalk VoIP service provides access to E911
services in compliance with the Commission’s rules. ! AOL fully supports the
Commission’s efforts to ensure that the deployment of VoIP services meet
public safety needs, and from the initial planning stages for AOL’s TotalTalk
service, AOL has been committed to providing effective emergency-calling
solutions.

AOQL’s TotalTalk service enables customers to have IP-enabled voice
conversations with both broadband-connected and PSTN-connected telephone
users. Subscribers can place and receive calls using an ordinary telephone by
attaching it to a telephone adapter (“TA”), which in turn connects to the
subscriber’s broadband modem. In addition, TotalTalk includes a “soft
phone” feature, which enables VolP communications using the America
Online, Inc. instant messaging platform.

1 Public Notice, Enforcement Bureau Outlines Requirements of November 28,
2005 Interconnected Voice Over Internet Protocal 911 Compliance Letters,
WC Docket Nos. 04-36 & 05-196 (Nov. 7, 2005) (encouraging providers of
interconnected VoIP service to develop technical solutions to ensure the
availability of 911 service to nomadic users).
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Since the release of the VolP £911 Order,2 AOL has devoted
substantial resources to ensuring that TotalTalk, including the innovative
soft phone feature, will be provided only where K911 is available. As the
Commission has recognized, existing technological limitations present
significant challenges to the proper routing of 911 calls when the subscriber
accesses a VoIP service from a location other than the Registered Location.
Accordingly, as described below, AOL has taken steps to prevent subscribers
from using TotalTalk in a nomadic fashion. In addition, AOL is working
exhaustively to implement a solution that will detect when a subscriber
attempts to use TotalTalk from an unregistered location.

Consistent with the Commission’s rules, AOL requires subscribers to
provide a Registered Location and has arranged to route 911 calls with ANI
and ALI to the PSAP serving that location. AOL has entered into an
agreement with Level 3 Communications to obtain access to the dedicated
Wireline E911 network, and AOL will not register any subscriber who
submits a Registered Location outside Level 3's E911 footprint.

On or before November 28, 2005, if a subscriber notifies AOL that she
will access the TotalTalk service from anywhere other than the Registered
Location, AOL will suspend the calling capabilities of the subscriber’s TA and
the soft phone.? The subscriber will receive an intercept message indicating
that calls cannot be placed from a location other than the address provided at
the time of registration. Through such suspensions of outbound service, and
as will be made clear by the TotalTalk Terms of Service, subscribers will be
prohibited from using TotalTalk nomadically.

While AOL will suspend calling capabilities whenever a subscriber
indicates that the TA has been moved from the Registered Location, AOL
recognizes that a subscriber could — in viclation of the TotalTalk Terms of
Service — move the TA withoutinforming AOL. To address these concerns,
AOL plans to implement a movement-detection solution akin to AT&T’s

2 [P-Enabled Services and E911 Requirements for IP-Enabled Service
Providers, WC Docket Nos. 04-36 & 05-196, First Report and Order and
Notice of Proposed Rulemaking, FCC 05-116, 20 FCC Red 10245 (2005)
(“VoIP E911 Orde?).

3 If the subscriber informs AOL of a permanent move to a new location, and
the new address is within Level 3’s E911 footprint, AOQL will activate service
at the new Registered Location.

22000 AOL Way + Dulles, Virginia 20166-9323
www.aol.com
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will remain suspended until the subscriber provides confirmation that the TA
has returned to the Registered Location.

For calls placed through the soft phone feature of TotalTalk, AOL has
developed an electronic interface that provides protections equivalent to
those afforded by the “heartbeat” approach. This interface will be operational
on or before November 28, 2005. Each time a TotalTalk subscriber logs onto
the instant messaging service, the interface will require an affirmative
confirmation of the subscriber’s location. If the subscriber confirms use of the
feature from the Registered Location address, the call will be transmitted
and E911 service will be available just as if the 911 call were placed from the
TA. If the subscriber indicates an address other than the Registered
Location, as noted above AOL will suspend the soft phone calling feature and
notify the subscriber accordingly.®

In summary, AQL’s compliance plan builds on 1ts movement-detection
solutions and consists of the following components:

1. AOL already provides E911 to all existing TotalTalk subscribers
at their Registered Locations. AOL will not add any new subscribers whose
Registered Locations are in areas where AOL cannot provide E911.

2. The TotalTalk Terms of Service prohibit subscribers from
attempting to access the TotalTalk service from a location other than the
Registered Location without first informing AOL. By November 28, 2005, if a
subscriber notifies AOL that she will access the TotalTalk service from
anywhere other than the Registered Location, AOL will suspend the calling
capabilities of the subscriber’s TA and the soft phone.

8 Finally, we note that, although we interpret the VolP £911 Orderto
authorize the provision of VoIl service during the interval when E911 is
unavailable as a result of the processing of ALI database updates, see VolP
E911 Order at 9 44 & n.143, we have decided out of an abundance of caution
to delay initiation of service to customers obtaining new telephone numbers
until AOL obtains confirmation that E911 is activated at the Registered
Location. Where a customer ports a number from a local telephone company,
AOL will provide VolP service immediately, because any suspension would
threaten to deprive the subscriber of lifeline communications capabilities.
During the initial interval when the ALI update is pending and location
information thus cannot be passed to a PSAP, AOL will transmit any 911
calls to the geographically appropriate PSAP with the subscriber’s call-back
information.

22000 AOL Way « Dulles, Virginia 20166-9323
www.aol.com
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3. To ensure proper routing of 911 calls placed through the soft
phone feature, AOL will implement by November 28, 2005 an electronic
interface that will require an affirmative confirmation of the subscriber’s
location each time the subscriber logs onto the instant messaging service.

4. AOL is working exhaustively to implement the movement-
detection solution described above for its TAs. AOL expects this new solution
to be fully implemented no later than December 31, 2005. This solution,
together with the soft phone interface, will enable AOL to suspend service
when a subscriber moves to a location other than the Registered Location,
even if the subscriber fails to inform AOL of the location change. AOL will
stop accepting new TotalTalk subscribers as of January 1, 2006 if AOL has
been unable to implement the movement—detection solution as described
above.

5. To support the cooperative efforts of the many entities, including
public safety organizations, that must work together to make 911 possible for
VoIP, AOL will contribute to the Public Safety Foundation, the Fraternal
Order of Police Foundation, or a similar orgamzation on the following basis:
AOL will contribute an amount equal to $0.25 per subscriber per day for the
number of days that each subscriber remains grandfathered (as described in
this paragraph) between November 28, 2005 and December 31, 2005.
Beginning January 1, 2006, the payment will increase to $0.50 per subscriber
per day; on February 1, 2006, the payment will increase to $0.75 per
subscriber per day; and on March 1, 2006, the payment will increase to $1.00
per subscriber per day for any subscribers who remain grandfathered. For
purposes of this section, grandfathered subscribers are those for whom AOL
has not implemented the automatic capability described in this letter to
detect subscriber attempts to move the interconnected VolP service.

6. AOL will file compliance updates with the Commission each
month detailing its progress in implementing the steps outlined above, unless
the Commission relieves AOL of this obligation.

AOL commends the Commission for its commitment to public safety
and appreciates the opportunity to work with the Commission to ensure that
its VolP services include appropriate emergency-calling capabilities. Please
contact the undersigned if you have any questions regarding the matters
discussed in this letter.

Respectfully submitted,

/sl

22000 AOL Way - Dulles, Virginia 20166-9323
www.aol com
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Curtis Lu
Acting General Counsel
America Online, Inc.

22000 AOL Way + Dulles, Virginia 20166-9323
www,aol.com
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